It is known that the service quality is considered as a latent variable that derive from the combination of some others independent latent variables (dimensions) (Zanella 2001) . The known variables (attributes), generally expressed by an ordinal scale (items), are observed through the administration of questionnaires to the users of the service, in order to measure those dimensions. Therefore questionnaires, like every measuring instrument, have to be calibrated. Statistical calibration is a procedure that permits to obtain the best approximation of the real measure as it eliminates the measurement errors.
